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Abstract of JP1 0222467 

PROBLEM TO BE SOLVED: To release the 
trouble state of a user, which is that he does 
not know an operation method or he does not 
know where a content to be searched exists, 
by detecting whether the user is in trouble or 
not, instructing a detected situation to a 
monitor, permitting the monitor to recognize 
the situation to the user and giving appropriate 
operation support. SOLUTION: An information 
service supply processing part 101 supplies 
information by the instruction of the user to a 
user terminal being a service terminal 
supplying information. An operation 
history/situation detection processing part 102 
detects the operation situation from operation 
history and judges whether an operation 
pattern matched with the operation pattern of a 
data base exists or not. When the operation 
pattern that the user is in trouble is detected, 
an operation support processing part 103 
recognizes the operation situation to the user 
and gives operation support. When the 
instruction of termination is given from the 
user, the operation of the user executing the 
operation till then is judged to be terminated. 
Operation history data 105 is cleared and the 
processing is terminated. 
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[0053] 

FIG. 6 is a data base 104 of operation pattern data. The data of an 
operation pattern is held. When this operation pattern data appears in a 
user's operation history, it is judged that the user is in trouble. 
[0054] 

FIG. 7 is a data base 105 of operation history data. The displayed 
screen information (701), the display time (702) of a screen and the display 
number (703) or the like are stored as the data of an operation history. 
[0055] 

FIG. 8 is a process flow diagram of an operation support processing 
part 103. 
[0056] 
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In a terminal connection 115, an operation history information and 
the detected operation pattern are transmitted to a monitor terminal. A 
TV system is connected, and a user's image and voice are transmitted to the 
monitor terminal. A condition where the user uses the terminal and the 
operation history information are exhibited to a monitor. 
[0057] 

The operation support processing part 103 will be described by using 
the display example of operation history to the monitor terminal of FIG. 9, a 
data base 106 of an operation situation confirming message of FIG. 10 and a 
data base 107 of a support function data of FIG. 11. 
[0058] 

Based on the operation pattern and operation history data detected 
in an operation history/situation detection processing part 102, as shown in 
FIG. 9, the operation history is displayed on the monitor terminal. Also, an 
operation guidance from the user or an operation guidance automatically 
detected is displayed. Furthermore, the detected operation pattern may be 
emphasized by changing and displaying the shape (color, form, design, 
thickness, shape of a tip part of an arrow or the like) of the arrow. At this 
time, notification may be performed by not only the display of the operation 
history on the screen but also sound. The order and time of the displayed 
screen may be simulated in display order for the reduced display time from 
the operation history information. The simulation knows that it did not 
proceed before on which screen. 
[0059] 

Next, an operation situation confirmation 117 is performed at Step 

2 



S801 to Step S803. The monitor confirms to the user (S802) using a 
message data of FIG. 10 until the operation situation can be confirmed 
(S801). The monitor may input a language to "OO" of the message data 
1001, and may select the language from a glossary 1002. When there is no 
suitable data in the message data 1001, the monitor may input (item 8 of 
1001) and may question in voice. 
[0060] 

The method of confirming to the user may display a message as 
character data on a user terminal, may ask with voice, and may use both the 
voice and the character. At this time, the description is performed with the 
display on the screen or the voice to the user so that "YES, NO or NO 
OPERATION GUIDANCE" can be selected. 
[0061] 

The user answers to the asked question (S803). 

[0062] 

When the answer of the user is "NO", an operation situation 
guidance message (S802) is executed. The user may vocalize, or may input 
arbitrary characters to hear the troubled cause. 
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FIG. 6 



1 Operation pattern data 

2 Proceed and return to former screen all too often 

3 Cross screen for a short time 

4 Cross some screens 

5 Watch screen for a long time or change screen for a short time 

6 Cancel and correct all too often 

7 Mistake all too often 

8 End twice or more and return to first state 

9 Watch screen for more than certain period of time 

10 Total utility time is more than certain period of time 

FIG. 7 

1 Operation history data 

2 Screen number 

3 Display time 

4 Display number 

FIG. 8 

1 Operation support processing part 

2 Terminal connection 

3 Operation history exhibition 

4 Operation situation confirmation 

5 Operation situation guidance message 

6 Reply of operation situation message 
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7 Operation support? 

8 Operation support 



FIG. 9 

1 Screen number 

2 Display time 

3 Display number 

4 Menu 

5 Service information 



FIG. 10 

1 Operation situation confirming message data 

2 Message data 

3 Do you search OO? 

4 Do you search information about OO? 

5 There is information also on the following page 

6 Do you know operation method? 

7 Are you troubled in operation method of OO? 

8 Do you search something? 

9 How can I help you? 

10 Message input 

11 Content glossary 

12 Menu screen about OO (l) 

13 Menu screen about OA (2) 

14 Item 1 
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Item 2 
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